FA-05: Digital-Physical Schism

The Cost-Quality Paradox in Tourism Service Delivery

Page 1: The Diagnosis

Friction manifests at the disconnect between digital channels and physical service
delivery. When these operate as separate silos, the customer suffers a context loss that
erodes brand trust and nullifies the efficiency gains of digital transformation.

Systemic Anatomy

The Symptom: Digital channels (mobile app, website) and physical channels (airport, hotel property) operate
as separate business units with distinct systems, creating disconnected customer experiences and information

gaps.
The Root Cause: Omnichannel Governance Gap

Why It Recurs: Digital and Physical operations maintain separate P&Ls;, roadmaps, and leadership structures,
incentivizing optimization within channel rather than across the customer journey.

The Governance Failure: Absence of a unified 'Journey Owner' role with authority across both digital product
teams and physical operations teams.

Scope Boundary: Does not explain single-channel usability issues (e.g., poor app UX design) or standalone
physical facility problems. Only explains friction arising from channel disconnection.



Page 2: Strategic Risk & Impact

Blast Radius: cross-domain
Time to Impact: delayed
Reversibility: costly

Decision Frequency: medium

Typical Decisions Affected:

 Launching app features without updating physical staff training or support protocols

» Marketing digital capabilities that physical operations has discontinued or cannot support

Delayed Effects:

» Customer abandonment of digital self-service tools due to trust erosion

« Conflict between customers presenting digital confirmation and staff seeing different physical reality

Early Warning Signals:

» Customers bypassing mobile check-in to verify information at physical counter

« Staff instructing customers to ignore app information because it is ‘incorrect'

Airlines:

» Payment processing errors
» Poor mobile booking experience

Hospitality & Hotels:

« Poor availability transparency

* Inconsistent pricing across channels



Page 3: The AERIM Resolution

Digital-Physical Schism is commonly addressed by adding more digital channels or investing in mobile apps.
These fail because they create parallel service tracks that must be manually synchronized when things go
wrong. AERIM resolves FA-05 through Universal Service State—a single, authoritative record of service
commitments that both digital and physical channels read from and write to. When a customer modifies a
booking online, the airport kiosk, mobile app, and front desk all instantly reflect the change. When a service
failure occurs physically (e.g., room not ready), digital channels immediately adjust expectations and offer
alternatives. The resolution isn't about better integration—it's about eliminating the distinction between digital
and physical state.

Resolution Level Required: executive

This friction requires executive-level resolution because it involves restructuring organizational units, realigning
P&L; responsibility, and creating authority that spans established business unit boundaries. The digital-physical
divide is typically embedded in executive reporting structures that operational or cross-functional initiatives
cannot reconfigure.

Cross-Channel Capability Synchronization:

* Feature launches in one channel create friction when physical operations lack corresponding capabilities.
The change required involves mandatory capability readiness verification across both channels before
feature release, enforced through governance rather than coordination.

Journey Ownership Establishment:
« This friction persists because no single organizational entity owns the end-to-end customer journey

across digital and physical channels. The required change involves creating or designating a role with
explicit authority and accountability spanning both channel types.

P&L; Structure Realignment:
» Channel disconnection is structurally reinforced when digital and physical operations maintain separate

profit and loss accountability. The friction continues until financial responsibility is restructured to
incentivize cross-channel optimization rather than within-channel performance.

 Coordination mechanisms between separate digital and physical teams fail because they attempt to
bridge a structural gap through process. Better communication cannot resolve the incentive misalignment



created by separate P&Ls; and leadership chains.

* Training physical staff to support digital features fails when the root cause is system disconnection and
capability gaps rather than knowledge gaps. Training addresses symptoms of channel schism without
resolving the underlying governance void.

 Implementing unified technology platforms fails when organizational structures remain separated.
Technology integration without governance integration produces systems that are technically capable but
organizationally unable to deliver coordinated experiences.

Resolving FA-05 is an executive-level decision. It requires a mandate to transition from tool-centric
procurement to an architecture-first approach. AERIM provides the structural foundation to address the root
governance and coordination failures that perpetuate this friction archetype.



